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Employees help
Jacksonville's needy...

BCBSF earns excellent rating
B
.91_
A

CBSF and Florida Combined Life (FCL) have received a
rating of "A" or excellent from AM. Best, an
independent company that evaluates
insurers' financial strength, operating
performance and ability to meet
policyholder obligations. The
rating is another positive thirdparty evaluation of BCBSF's
�
financial strength, operating �
performance and service to
customers.
"The rating from AM. Best
will enhance our competitive
advantage because Best is recognized as a highly credible rating
�
source within the insurance industry and
among health and life decision makers and
agents," says Tom Albright, senior vice president and chief
marketing executive.
AM. Best cited a number of factors that led them to
grant BCBSF an excellent rating, including:
-o- Our investments in managed care during the 1980s,
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which transformed us from an indemnity insurer to a
managed care company.
-o- Our significant managed care capabilities, which include the largest HMO
network in Florida and the sixth
largest PPO network in the
country. Best noted that these
r,v capabilities give us competitive
advantage by allowing us to
offer employers both HMO and
PPO products.
-o- Our position as the largest
managed care company in
Florida, with over 90 percent of our
,-.... /)
group customers enrolled in managed
care products.
This is the first year A.M. Best has rated BCBSF.
Standard & Poor 's, another independent rating compa
ny, recently reaffirmed BCBSF's "A+" or "good" rating
for the third consecutive year. Albright explained that
A.M. Best's rating of "A" is comparable to S&P's "AA-"
rating, one level higher than an A+ rating.
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BCBSF enters workers compensation market
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STILL LEADING... STILL GROWING... STILL CARING

n a move that is expected to help lower the cost of work
ers compensation premiums for South Florida businesses,
BCBSF is developing a pilot managed care workers com
pensation product in conjunction with Gulf Atlantic
Management Group, Inc. Gulf Atlantic is an administrator
for workers compensation services. The program is expect
ed to be available to South Florida businesses this fall,
pending state approval.
"This addition to our product line is part of our effort
to meet changing demands of the marketplace and help
control increases in medical costs," says Walt Liptak,
president, Florida Combined Life, BCBSF's life insurance
subsidiary." What many of us don't realize is that the high
cost of workers compensation affects us all."
The Florida Home Builders Association, for example,
estimates that 10 percent of the price of a new home goes
toward the builder's workers compensation programs.
The Florida Chamber of Commerce estimates that the
state loses 50,000 jobs for every one percent increase in
workers compensation premiums. In Florida, medical
costs account for approximately 55 percent of the total
workers compensation insurance premiums. Because of
these high costs, the Florida Legislature passed a law last
November making managed care mandatory in workers
compensation cases by 1997. The state is also implement
ing a law that provides for the use of a single workers
compensation insurance product that combines health
care and disability income insurance with the medical
and lost wages coverages.

The state's efforts to move workers compensation to
managed care provides an excellent opportunity for BCBSF to
use our present managed care capabilities for the develop
ment of another new line of business. Under the joint venture,
BCBSF will certify its Health Options HMO provider network
in South Florida for workers compensation managed care
capability, which can then be used by both BCBSF and Gulf
Atlantic customers. Gulf Atlantic - which administers the
Florida Employers Safety Association Self Insurers Fund
(FESA SIF) and covers 60,000 employees throughout the
state - will continue to underwrite workers compensation
risks and provide other administrative services.
Initially, the pilot program will be available to BCBSF
and Gulf Atlantic customers located along Florida's east
coast from Indian
River County through
Dade County. Practical
information from this
program will be used
in developing a
workers compensation
business venture
analysis (BVA) which
will study managed
care services, sales and
third party administra
tion of a workers
compensation insur
ance product.

"This addition to our
product line is part
of our effort to meet
changing demands of
the marketplace and
help control increases
in medical costs."
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Employee assistance program provides
counseling to employees, families
I

n today's fast-paced society, juggling work, family and
personal priorities can be stressful and challenging. To
help employees balance these important issues, BCBSF
now offers a confidential counseling service through our
Employee Assistance Program (EAP) provided by
Personal Performance Consultants. EAP's
professional counselors are available to
help employees deal with a wide range of
problems. BCBSF pays for this service so
there is no charge to employees.
"This is a broad-based program
designed to help employees deal with
personal issues that are causing them
discomfort," says Bob Croteau, director,
Employment and Employee Relations. "EAP
is not just for crisis situations, it's also
designed to help us resolve the problems we
encounter in everyday living."
Some of the issues EAP counselors can
help employees with include:
■ decision making and problem
solving;
■ a child/ spouse with drug or alcohol addiction;
■ a child with a behavioral problem;
■ chronic anxiety, depression or loneliness;
■ feeling overwhelmed;
■ threatened violence or when you are the victim of
violence;
■ the loss of a loved one;
■ difficulties related to marriage or serious relation
ship; or
■ adjusting to divorce or separation.

To make an in-person appointment with an EAP
counselor, simply call 800-462-1816. Evening and
Saturday appointments are available. In crisis situations,
professional therapists can be reached 24 hours a day by
calling the same toll-free number.
Assessment, referral, follow-up and short-term
counseling are provided at no cost to
employees. During counseling sessions,
experienced, licensed, clinical profes
sionals will help you clarify the problem,
identify options for resolving the
problem and develop a plan of action.
Sessions provide practical counseling for
everyday problems. And, EAP counsel
ing is completely confidential. No one
other than your counselor has access to
your records, and information about
individual employees who use the
program is not shared with BCBSF.
"This program makes sense both in
terms of our employees' and our
organization's health," says Croteau.
"We know that personal difficulties can affect work
performance so we want to be able to help employees
deal with these issues."
Seminars are being conducted to introduce employ
ees to the new EAP. All full- and part-time employees
and family members currently covered under the compa
ny's benefits plan are eligible for counseling under the
EAP. If you have any questions about the EAP program,
call Laurie Chobanian at 791-6572 or call the EAP
directly at 1-800-462-1816.

"We know that
personal difficulties
can affect work
performance so we
want to be able to
help employees deal
with these issues.,,
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Freedom from hunger food drive underway
J
acksonville employees have stepped
forward to help the area's needy during
the summer months - when food supply
pantries are traditionally low in supplies by bringing their donations of dry or
canned food for this year's Freedom from
Hunger Food Drive. This year's drive runs
from July 1 to August 5. The goal is to collect
20,000 pounds of food, or approximately
four pounds per employee, to benefit the
Second Harvest Food Bank of Northeast
Florida, a United Way agency that helps families
and individuals in crisis.
Items most needed are: peanut butter, baby food
and canned fruit and vegetables. Items can be dropped
off at specially marked boxes on each floor in all BCBSF
locations in Jacksonville until August 5.
"Most people think about making donations to
the less fortunate during the holiday season. But the

"(

summer months are the food bank's most
critical time - and, unfortunately,
hunger is a year-round occurrence," says

Marketing and Employees' Club
president. "We're holding this drive
to help the hungry and increase our
community's awareness of this
critical summer need."
This year, BCBSF employees are
going even further in their support of
the food bank. On July 21, BCBSF
United Way campaign co-captains
sorted all food bank donations in
preparation for distribution to the area's needy.
Last year, BCBSF employees collected 23,044
pounds of food - more than double our goal of 10,000
pounds. The collection provided 17,326 meals to
Jacksonville's hungry.
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How you can help
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You can help feed Jacksonville's hungry by
dropping off food items at specially marked boxes
on each floor in all BCBSF Jacksonville locations.
Items most urgently needed for the Freedom from
Hunger Food Drive are:
•Powdered milk
•Peanut butter (in plastic jars)
•Tuna fish
•Macaroni and cheese

•Any food item in a pull top can
•Canned fruits and vegetables
•Rice
•Canned meals (chili, ravioli, spaghetti
and meatballs)
• Dry beans or peas
•Ramen noodles
•Baby formula
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BCBSF supports swimming program to
prevent drowning and accidents
S

ummer is the time Floridians flock to the water,
whether it's a backyard swimming pool, the beach or
one of the state's many rivers, streams or lakes. W hile
the active, aquatic lifestyle is enjoyable, there is a down
side. In Florida, drowning is the number one cause of
death among children ages one to four and the second
leading cause of death among children ages five to
seventeen. These untimely
deaths are all the more
tragic because they are
largely preventable.
In an effort to prevent
drownings and swimming

accidents, BCBSF is providing funding and support to
the American Red Cross' "Learn to Swim" program.
11 Leam to Swim" is a statewide program that teaches
everyone from six-month-old infants to adults how to
swim through a series of progressive swimming classes.
"We support this program because it promotes
the health and safety needs of Floridians and helps to
prevent problems before they occur, 11 says Catherine
Kelly, vice president of Public Relations and Red Cross
board member. "In the last fiscal year alone, more than
7,000 youths learned the skills necessary to respond to
life-threatening emergencies in and around the water, as
measured by the Red Cross' skills test."
To help build community awareness of this life
saving program, BCBSF participated in kick-off events
for the program around the state, including Jacksonville,
where more than 2,000 people are expected to participate
in "Learn to Swim11 sessions.
If you'd like more information about "Learn to
Swim" classes in your area, call your local chapter of the
American Red Cross. Water safety, water emergency and
lifesaving courses are also available through the American
Red Cross.

"We support this
program because
it promotes
the health and
safety needs of
Floridians and
helps to prevent
problems before
they occur.''
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Medicare & More campaign exceeds goals
T

he introduction of Medicare & More in the Jackson
ville area was a tremendous success. By mid-June,
the major marketing campaign had resulted in more
than 2,000 sales, which exceeded the sales goal set for
the entire year.
"Each phase of our marketing campaign - televi
sion, radio, newspaper and direct mail- exceeded our
goals," says Bill Simek, director of Senior Markets. "In
addition, our first employee campaign ever was a great
success. Employees generated hundreds of leads for us
to pursue."
Medicare & More - Health Options' popular
Medicare HMO program that offers seniors access to
quality care and expanded benefits at a significantly
lower cost - was introduced in Duval and Clay counties
on May 4th.
The Medicare & More & Me employee campaign
contributed to the successful introduction of Medicare &
More by increasing employee awareness of and knowl
edge about the new product. Most employees called by a

mystery caller won a large bag of M & M candies by
correctly answering basic product questions. In addition,
employees provided the company with more than 300
leads on potential customers. The following employees,
who provided five or more leads by June 5, will receive a
special certificate for their participation in the campaign:
Barbara L. Berlin, Riverside lobby walk-in
Patricia A. Cherry, Riverside lobby walk-in
Sharon C. Dobbs, National Accounts Administration
Joann Griffis, Riverside Lobby walk-in
Henry James, Engineering and Maintenance
Evajean McRae, Medicare B Fraud Investigation
Charlotte A. McVay, Paris-Med A
Cindy L. Roberts-Gray, Medicare B DME
Correspondence
Dora F. Thomas, Medicare B Fraud Investigation
Clarice M. Williams, Medicare B Fraud Investigation
In August, employees will be rewarded with a $10
American Express Gift Cheque for each lead that
resulted in a sale.

for employees only
Service awards program improved
T
o improve the quality, selection and cost of employee
service awards, BCBSF recently awarded its contract
for service-award gifts to O.C. Tanner - the country's
leading supplier of service award gifts. O.C. Tanner,
selected from among six vendors, replaced the previous
vendor on July 1.
"We made this change because we wanted to
enhance the quality of the program," says Bob Croteau,
director of Employment and Employee Services. "These
gifts represent our effort to honor our employees'
dedication and the value of their work. 11

Under the new program, employees will receive
their award information packets at home and may order
their gifts by calling a toll-free customer service line.
Gifts are then sent to BCBSF and presented to recipients
by their supervisors.
BCBSF employees receive a service-award pin after
one year of service. Employees are then eligible for
service-award gifts at five year intervals starting with five
years. The selection of gifts, which varies with the number
of years employed at BCBSF, includes pen sets, perfumes,
jewelry, clocks, watches, crystal and other items.

"These gifts
represent our
effart to honor
our employees'
dedication and
the value of
their work."
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Employee feedback helps improve
communication program

E

HEAL TH CARE

REF O R M

TELEPHONE INFORMATION LINE

DIAL

ffective communication is essential for an organization
to achieve its goals and to succeed. Yet, communication
can be challenging for a company of our size and structure
and with our diverse workforce. To help measure employ
ee information needs and the value of our internal com
munication vehicles, employees across the company were
surveyed in fourth quarter 1993.
Approximately 2,800 employees, or nearly half of all
BCBSF employees, representing all levels of employees
across the state, received the questionnaires. Sixty-three
percent of those who received the questionnaire complet
ed and returned it to outside surveyors.

Information interests

Call for weekly updates
on health care reform.

J
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Not surprisingly, health care reform was the topic of highest
interest among employees. Reform was the most highly
rated subject covered in Profile and Blue on Blue. Other
subjects employees want more information on are,
ranked in importance:
■ changes in company policy (70%);
■ current events (69%);
■ employee benefits (66%);
■ the company's vision and objectives (59%);
■ BCBSF sponsored activities for employees (50%);
and
■ BCBSF community involvement (41%).

Programs developed

As a direct result of employee feedback, changes have
been incorporated in our corporate-wide communications

vehicles. Due to intense employee interest in health
care reform, two new vehicles were implemented earlier
this year - Digest, a weekly newsletter summary of
major news reports on health care reform - and the
Health Care Reform Telephone Information Line. Addition
ally, distribution of Outlook was expanded to all employ
ees late last year.
The Health Care Reform Telephone Information Line,
which provides weekly broadcast updates on state and
national reform efforts, was developed as a result of
employees' views on the importance of telephone
communications. To further capitalize on the communi
cation vehicle, plans are underway to develop a tele
phone information system that would give employees
touch-tone telephone access to multiple information lines
on various BCBSF business topics.

Survey leads to improvements

Effective corporate communication is vital to our
current and future success. Periodic communication
surveys are crucial because they can help evaluate and
enhance communications programs, an important part
of organizational effectiveness.
"Employee feedback is important because it is used
to improve existing internal communications vehicles and
develop new ones to help meet employee information
needs and support organizational effectiveness," says
Harold Barnett, director of Corporate Communications.
"We urge employees to voice their opinions when we
conduct future communication surveys."

A11/ndrt

◄

..
t

Em

Jad

Subjects On Which More Information Is Desired
Information about how health care reform legislation
in Tall./Wash. may impact the company
Changes in company policy
Information on current events or
issues related to the company
Benefits available to
you as an employee
Information about the company's
vision and objectives

t

Information about BCBSF-sponsored
events for employees
Information about BCBSF
community involvement

"Safety
committee
members have
made quite a
commitment on
behalf of their
coworkers"
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Employees plan for safety of coworkers
I

n the event of a fire or other emergency evacuation, our
first thought is to get out of the building as quickly as
possible. But nearly 200 Jacksonville employees have
volunteered to be the last ones out of the building. They
are members of the safety committee who have voluntari
ly dedicated themselves to the safety of their coworkers.
"The Safety and Security staff isn't large enough to
guide the evacuations of each individual employee in
Jacksonville, " says Chuck Hammaker, director of Security
and Asset Protection. "However, we hope employees feel
confident that if there is a real disaster, one of their
coworkers located on the same floor has been trained and
will make sure they get out of the building safely."
Safety committee members meet bi-monthly at the
Home Office Complex and Freedom Commerce Center
to discuss safety and security issues with Safety and
Security Manager Bill Bland. They learn about and
practice emergency evacuation instructions and help
conduct and critique annual fire exit drills. In the event
of an evacuation, members who wear an orange vests
provided by Safety and Security so they can be easily
identified, guide employees to the appropriate exits,
assist physically disabled employees to the elevators and
out of the building, and check all areas on their floor to
make sure employees have evacuated safely.

The role of the safety committee has expanded over
the past few years and committee members now do more
than assist with evacuations. They explain the policies
and guidelines of the Safety and Security Department to
their coworkers and bring them important and timely
information on such topics as crime prevention and
safety tips. In addition, they bring issues from their
coworkers, such as reports of a blocked fire exit or other
incidents that might otherwise go unreported, to the
attention of the Safety and Security Department either by
personal contact or during the bi-monthly meetings.
They also serve as unofficial focus groups. For example,
the .Safety and Security Department discussed the
redesign of the access control system at HOC with Safety
Committee members prior to its implementation.
Safety committee members are selected for the
committee based on their location within the building
rather than by department. The number of committee
members located strategically on each floor varies with
the size of the floor.
"Safety committee members have made quite a
commitment on behalf of their coworkers," says
Hammaker. "They work hard to develop skills that we
all hope they will never have to use. Fortunately, if we do
need them, they'll be there."
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